
 
  

85 

DAFTAR PUSTAKA 

Abror, A., Patrisia, D., Engriani, Y., Evanita, S., Yasri, Y., & Dastgir, S. (2020). 

Service quality, religiosity, customer satisfaction, customer engagement and 

Islamic bank’s customer loyalty. Journal of Islamic Marketing, 11(6), 1691–

1705. https://doi.org/10.1108/JIMA-03-2019-0044 

Aeni, S. N. (2022). 10 Negara Penghasil Kopi Terbesar di Dunia, Indonesia Salah 

Satunya. Katadata.Co.Id, 1. 

https://katadata.co.id/agung/berita/628e09c8406dd/10-negara-penghasil-

kopi-terbesar-di-dunia-indonesia-salah-satunya#:~:text=1.,(kg) pada tahun 

2020. 

Alam, M. M. D., Karim, R. al, & Habiba, W. (2021). The relationship between 

CRM and customer loyalty: the moderating role of customer trust. 

International Journal of Bank Marketing, 39(7), 1248–1272. 

https://doi.org/10.1108/IJBM-12-2020-0607 

Amalia, H. A. (2021). “Sociopreneur” Sebagai Agen Perubahan. Investor.Id, 1. 

https://investor.id/lifestyle/241768/sociopreneur-sebagai-agen-perubahan 

Aryanto, A. (2019). Bisnis Kedai Kopi di Indonesia Cerah, Jumlahnya Melesat 3X 

Lipat. Wartaekonomi, 2. https://www.wartaekonomi.co.id/read262062/bisnis-

kedai-kopi-di-indonesia-cerah-jumlahnya-melesat-3x-lipat 

Augesti, A. (2019). 5 Negara Ini Jadi Produsen Kopi Terbesar di Dunia, Salah 

Satunya Indonesia. Liputan 6, 5. 

https://www.liputan6.com/global/read/4075971/5-negara-ini-jadi-produsen-

kopi-terbesar-di-dunia-salah-satunya-indonesia 

Baran, R. J., & Galka, R. J. (2013). CRM The Foundation of Contemporary 

Marketing Strategy (1st ed.). 

Baran, R. J., & Galka, R. J. (2017). Customer Relationship Management The 

Foundation of Contemporary Marketing Strategy (2nd Ed). Routledge. 

Bibb S, & Kourdi J. (2004). Building customer trust. In: Trust Matters. Palgrave 

Macmillan. 

Bogor-Kita. (2021). Jadi Penghasil Kopi Robusta Terbesar Di Jawa Barat Dorong 

Terwujudnya Karsa Bogor Maju. Bogor Kita, 1. https://bogor-kita.com/jadi-

penghasil-kopi-robusta-terbesar-di-jawa-barat-dorong-terwujudnya-karsa-

bogor-maju/#:~:text=Kini Kabupaten Bogor%2C telah menjelma,penghasil 

kopi robusta di Indonesia. 

Boo, S., Busser, J., & Baloglu, S. (2009). A model of customer based brand equity 

and its application to multiple destinations: Vol. 30 No. 2. Tourism 

Management. 

Boonlertvanich, K. (2019). Service quality, satisfaction, trust, and loyalty: the 

moderating role of main-bank and wealth status. International Journal of Bank 

Marketing, 37(1), 278–302. https://doi.org/10.1108/IJBM-02-2018-0021 



 
86 

Bowden, J. L. H. (2009). The process of customer engagement: a conceptual 

framework. Journal of Marketing Theory and Practice, 17 No. 1, 63–74. 

Data Industri. (2022). Pertumbuhan Industri Restoran, Rumah Makan, dan 

Sejenisnya, 2011 – 2022 . Dataindustri.Com. 

https://www.dataindustri.com/produk/tren-data-pertumbuhan-industri-

penyediaan-makanan-minuman-restoran-dan-sejenisnya/ 

Databoks. (2018). 2021, Konsumsi Kopi Indonesia Diprediksi Mencapai 370 Ribu 

Ton. Databoks, 1. 

https://databoks.katadata.co.id/datapublish/2018/07/31/2021-konsumsi-kopi-

indonesia-diprediksi-mencapai-370-ribu-ton 

Faithurrosyidin, M. (2021). Definisi Singkat tentang Kopi. Kompasiana, 1. 

https://www.kompasiana.com/faturrosidin30/5de66cdcd541df11226fe072/de

finisi-singkat-tentang-kopi 

Foxall, G. R. (2015). STRATEGIC MARKETING MANAGEMENT. In 

Routledge. 

Ghozali, I. (2021). Structural Equation Modeling Dengan Metode Alternatif Partial 

Least Squares (PLS) (A. Tejokusumo, Ed.; 5th ed.). Badan Penerbit 

Universitas Diponegoro. 

Grewal, D., & Levy, M. (2010). Marketing 2nd edition (2nd Ed). McGraw Hill. 

Hair, J., Black, W., Babin, J. , & Anderson, R. (2010). Multivatiate Data 

Analysis,  A Global Perspective (7th editio). Pearson Education, Inc. 

Hair, J. F. (2014). Multivariat Data Analysist (7th Editio). Pearson Prentice Hall. 

Hair, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial 

least  squares structural equation modeling (PLS-SEM) An emerging tool 

in  business research. European Business Review. 

Hair, J. F., Sarstedt, M., Pieper, T. M., & Ringle, C. M. (2012). The use of partial 

least squares structural equation modeling in strategic management research: 

a review of past practices and recommendations for future applications: Vol. 

Vol. 45 Nos 5/6. Long Range Planning. 

Harrison, W. J. (2001). The measurement of word-of-mouth communication and an 

investigation of service quality and customer commitment as potential 

antecedents. Journal of Service Research, 4 No. 1, 60–75. 

Indrawati. (2015). Metode Penelitian Manajemen dan Bisnis Konvergensi 

Teknologi Komunikasi dan Informasi (D. Sumayyah, Ed.; 1st ed.). PT Refika 

Aditama. 

Jayachandran, S., Sharma, S., Kaufman, P., & Raman, P. (2005). The role of 

relational information processes and technology use in customer relationship 

management. Journal of Marketing, 69(4), 177–192. 

https://doi.org/10.1509/jmkg.2005.69.4.177 



 
  

87 

Kotabogor. (2018). Industri Kreatif Bergairah, Kota Bogor Disesaki 150 Kedai 

Kopi. Kota Bogor, 1. 

https://www.kotabogor.go.id/index.php/show_post/detail/10810/industri-

kreatif-bergairah-kota-bogor-disesaki-150-kedai-kopi 

Kotler, P., & Keller, K. L. (2016). Marketing Management (S. Wall, Ed.; 15 Global 

Edition). Pearson Education Limited. 

Kotler, P., Wong, V., Saunders, J., & Armstrong, G. (2005). Principles of 

Marketing (Fourth Eur). Pearson Education Limited. 

Kurniawati, E. (2021, November). Lima Daerah Ini Penghasil Kopi Terbesar 

Indonesia. Tempo.Co, 1. https://bisnis.tempo.co/read/1527121/lima-daerah-

ini-penghasil-kopi-terbesar-indonesia#:~:text=Melansir laman Statmat%2C 

Sumatera Selatan,Selatan bersumber dari perkebunan rakyat.&text=Jenis kopi 

yang populer dihasilkan oleh Lampung adalah robusta. 

Lavender, M. (2004). Maximising customer relationships and minimising business 

risk. International Journal of Bank Marketing, 22(4), 291–296. 

https://doi.org/10.1108/02652320410542563 

Mohammad, A., Rashid, B., & Tahir, S. (2013). Assessing the influence of customer 

relationship management ( CRM ) dimensions on organization performance 

An emperical study in the hotel industry. https://doi.org/10.1108/JHTT-01-

2013-0002 

Mulyono, S., Sari, A. P., Sudirman, A., Silalahi, I. V., Maulida, E., Aprilia, H. D., 

Tenrisau, M. A., Susanto, E., Hendrayani, E., Taufik, M., Husniadi, & 

Hardjono, B. (2021). Pengantar Manajemen. Media Sains Indonesia. 

https://books.google.co.id/books?id=ocs3EAAAQBAJ&printsec=frontcover

&source=gbs_ge_summary_r&cad=0#v=onepage&q&f=false 

Oliver, R. L. (1999). Whence consumer loyalty ? Journal of Marketing. 

Pertanian. (2021). Luas Areal Kopi Menurut Provinsi di Indonesia, 2017-2021. 

Pertanian.Go.Id, 1. 

https://www.pertanian.go.id/home/index.php?show=repo&fileNum=227 

Pousa, C., & Mathieu, A. (2014). Boosting customer orientation through coaching: 

A Canadian study. International Journal of Bank Marketing, 32(1), 60–81. 

https://doi.org/10.1108/IJBM-04-2013-0031 

Prentice, C., Wang, X., & Loureiro, S. M. C. (2019). The influence of brand 

experience and service quality on customer engagement. Journal of Retailing 

and Consumer Services, 50(May), 50–59. 

https://doi.org/10.1016/j.jretconser.2019.04.020 

Raab, G., Ajami, R. A., Gargeya, V. B., & Goddard, G. J. (2016). Customer 

Relationship Management A Global Perspective. Routledge. 

Rahmawati. (2016). Manajemen Pemasaran (T. F. Kiswanto, Ed.; 1st ed.). 

Mulawarman University Press. 



 
88 

Rizal, Dr. A. (2020). Manajemen Pemasran di Era Masyarakat Industri 4.0. In 

Manajemen Pemasaran (p. 308). 

https://books.google.com/books?hl=en&lr=&id=RUvWDwAAQBAJ&oi=fn

d&pg=PP1&dq=digitalisasi+surat+menyurat&ots=2hAIMmj_RC&sig=ToC

CWpIY3Oqwo4EQ6fcXdwfIrCc 

Rizaty, M. A. (2021). Inilah Provinsi yang Paling Banyak Jumlah Restorannya. 

Databoks, 1. https://databoks.katadata.co.id/datapublish/2021/05/05/inilah-

provinsi-yang-paling-banyak-jumlah-restorannya 

Rohman, A. (2017). Dasar dasar manejemen (1st ed.). Inteligensia Media. 

https://repository.widyatama.ac.id/xmlui/bitstream/handle/123456789/6350/

Bab 2.pdf?sequence=11 

Roscoe, D. (2003). So what is the future for CRM? Journal of Customer 

Management, 5 No. 7, 42–43. 

Sari, N. P., Daryanto, H. K., & Saptono, I. T. (2018). PENGARUH CUSTOMER 

RELATIONSHIP MANAGEMENT TERHADAP KEPUASAN DAN 

LOYALITAS NASABAH PT BANK BNI. Jurnal Aplikasi Manajemen Dan 

Bisnis, 4 No.1, 8. https://doi.org/http://dx.doi.org/10.17358/jabm.4.1.129 

Sashi, C. M., Brynildsen, G., & Bilgihan, A. (2019). Social media, customer 

engagement and advocacy: An empirical investigation using Twitter data for 

quick service restaurants. International Journal of Contemporary Hospitality 

Management, 31(3), 1247–1272. https://doi.org/10.1108/IJCHM-02-2018-

0108 

Saura, I. G., Contrí, G. B., Taulet, A. C., & Velázquez, B. M. (2005). Relationships 

among customer orientation, service orientation and job satisfaction in 

financial services. International Journal of Service Industry Management, 

16(5), 497–525. https://doi.org/10.1108/09564230510625787 

Shinta, A. (2011). Manajemen Pemasaran. 3(1), 156. 

Sodikin, H., & Ariyanti, M. (2020). The Influence of Customer Relationship 

Management on Customer Satisfaction, and Customer Loyalty at PT. Len 

Industri (Persero) (Case Study on National E-KTP Retail Equipment Sales). 

International Journal of Scientific and Research Publications (IJSRP), 11(1), 

366–376. https://doi.org/10.29322/ijsrp.11.01.2021.p10941 

Sugiyono. (2018). Metode Penelitian Kombinasi (Mixed Methods). CV Alfabeta. 

Sugiyono. (2019). Metode Penelitian Kuantitatif (Setiyawami, Ed.; 2nd ed.). 

Alfabeta. 

Sujarweni, V. W. (2019). Metodologi Penelitian Bisnis dan Ekonomi Pendekatan 

Kuantitatif. Pustaka Baru Press. 

Suryani, N. K., Riswandi, P., Hasbi, I., Rochmi, A., Kaitupan, D. J. I., Hasan, M., 

Setiorini, H., Sudirman, A., Muftiasa, A., Yanti, N. N. S. A., Yuniarti, R., 



 
  

89 

Loppies, Y., & Arta, I. P. S. (2021). Manajemen Dan Bisnis. In Angewandte 

Chemie International Edition, 6(11), 951–952. (Vol. 4, Issue March). 

Sweeney, J., Payne, A., Frow, P., & Liu, D. (2020). Customer Advocacy: A 

Distinctive Form of Word of Mouth. Journal of Service Research, 23(2), 139–

155. https://doi.org/10.1177/1094670519900541 

Thakur, R. (2018). Customer engagement and online reviews. Journal of Retailing 

and Consumer Services, 41(November 2017), 48–59. 

https://doi.org/10.1016/j.jretconser.2017.11.002 

Ulasantempat. (2022). Best Coffee Store Jawa Barat: ulasan, page 15. 

ULASANTEMPAT.COM, 15. https://ulasantempat.com/jawa-barat/coffee-

store/15 

Urban, G. (2004). The emerging era of customer advocacy. MIT Sloan Management 

Review, Vol. 45 No. 2, 75–82. 

Xu, M., & Walton, J. (2005). Gaining customer knowledge through analytical 

CRM. Industrial Management and Data Systems, 105(7), 955–971. 

https://doi.org/10.1108/02635570510616139 

Yuliandri, M. T. (2021). SEJARAH SINGKAT MASUKNYA KOPI KE 

INDONESIA. PT Otten Coffee Indonesia, 1. 

https://ottencoffee.co.id/majalah/sejarah-singkat-masuknya-kopi-ke-

indonesia 

Zhou, W., Tsiga, Z., Li, B., Zheng, S., & Jiang, S. (2018). What influence users’ e-

finance continuance intention? The moderating role of trust. Industrial 

Management and Data Systems, 118 No. 8, 1647–1670. 

  

  

  


